use of digital technologies may help the Indian banking sector to counter the varied challenges it faces. Although Indian banks have done well in increasing shareholder value, allocating capital and contributing to GDP growth, they are facing challenges regarding financial inclusion and management of intermediation costs.
Especially, financial inclusion is an important goal in the Indian context because Indian households have one of the highest saving rates in the world, but Indian banks have little access to these funds. On an average, Indians save approximately 32.4 percent of their income (McKinsey & Company 2007) . Household savings account for approximately 70 percent of India's gross national savings. However, because of geographical fragmentation, the financial system can access only 47 percent of these savings. Most of the savings deposits of Indian banks (60 percent) are from urban households even though the urban households constitute only 27 percent of the population. Further, the banking sector faces challenges in managing the intermediation cost and the cost of lending continues to remain high in India in comparison to lending costs in other countries (see Table A4 ). Because there is a greater scope to further grow the use of digital technologies, they are likely to play an important role in enabling the Indian banking sector to meet its challenges. Because of being representative of Indian banking services, BANK offers a good context to test our theory of customer-side digital business strategy. 
